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Thi s  study i s  undertaken to ascertain the perception ski l l  
o f  Heads o f  Departments ,  t o  find out the strategies used by Heads 
of Departments to lubricate the communicat ion flow in school s  and 
to determine whether Heads o f  Departments possess team bui l ding 
characte r i s t i cs . 
Two sets o f  quest ionnaires were dis t r i buted to thirty three 
Heads of Departments and ninety six teachers from nine Grade A 
s e c o ndary s c ho o l s i n  S e r em b an , N e g e r i  S em b i l an .  O n e  s e t  o f  
q uest ionnaire was des igned t o  determine the percept ion ski l l  and 
t he manag e r i a l c o mmu n i c a t i o n  s k i l l s  and t he t e am b u i l d i ng 
characteri s t i c  o f  the Heads of Departments .  'l'he respondents to 
thi s que s t i onna i re s  we re H eads of Department s . Another s e t  o f  
questionnaire was des igned t o  determine the mot ivat ing l anguage 
s c a l e  o f  H e a d s  o f  D e p a r t m e n t s .  T h e  r e s p o n d e n t s  t o  t h i s 
quest ionnaire were the teachers from the various Departments .  
v i i  
The findings indicated that majority of the Heads of 
Departm e n t s  hav e low p e rc eption skills, h i g h  man a g e r i a l  
communication skills and a high level of characteristics of team 
building spirit. The Heads of Departments also use a high level 
of motivating language in direction giving, empathetic language, 
mean making language and in communication satisfac tion when 
communicating with the teachers in their Departments. 
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Dua set soal selidik di berikan kepada tiga puluh tiga Ketua 
Bidang d a n  sembilan puluh enam guru dari sembilan se kolah 
menengah gred A di Seremban, Negeri Sembilan. Responden satu set 
soal selidik ialah Ketua Bidang. Soal selidik Keuta Bidang di 
bahagikan kepada latar belakang, kemahiran persepsi, kemahiran 
berkomunikasi dan ciri-ciri beker,ja berpasukan. Responden satu 
lagi set soal selidi k  di bahagi kan kepada latar belakang dan 
bahasa motivasi untuk pengu r usan. 
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Keputusan menun,jukkan yang ma,iori ti Ketua Bidang mempunyai 
kemahiran persepsi yang rendah, eara berkomunikasi yang efektif, 
dan eiri-eiri bekerja berpasukan yang tinggi. Ketua Bidang juga 
menggunakan bahasa motivasi yang tinggi terutamanya dengan guru­
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CHAPTER I 
INTRODUCTION 
Preamble 
In o rde r to communicate e f fective ly , communicators need to 
i d e n t i fy and r e a l i z e  t he i mpo r t a n c e  and c om p l e x i t y  o f  t he 
communicat ion proce s s . Communication i s  a complex , dynamic event 
i nv o l v i ng a s pe ak e r w h o  has l e a r n e d  how to c re a t e m e s s a g e s  
i n t e n t i o na l l y  and t o  e xp r e s s  m e an i ng fu l  d i s c o u r s e  wh i c h  i s  
perce i ved , unde rs tood , and re sponded to by one o r  more hum an 
b e i ng s . Th i s  c o mp l i c at e d  p r o c e s s  m a y  b e  i n f l u e n c e d  b y  t h e  
s p e c i f i c s i t u a t i o n  i n  w hic h t he e v e n t  o c c u r s , b y  t h e 
personal i t i e s  involved , and by the culture in which part ic ipants 
operate ( Benj am in ,  J . B .  1 98 6 ) .  
One o f  the mo s t  important ab i l i t y  o f  hum an be i n g s  i s  the 
abi l i ty to recognize the d i fference be tween one se l f  and al l the 
resl " out there " . Whi l e  each human being i s  a part of the world , 
yet each ind ividual i s  al so separate f rom the world . Perce iving 
i s  the p r o c e s s  o f  b e c om i n g  aware o f  o b j e c t s  and e v e n t s  and 
dist ingui sh i ng belween others and ourse lves ( Melvin L . S . , 1 9 94 ) .  
The abi l ity to perce ive i s  c ruc ial to communication . To hear the 
words spoken by another pe rson require s  the abi l ity to sense the 
J 
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sounds and to have some t h i ng to say req u i r e s  the ab i l i ty to 
perce ive the world; to understand what another person i s  say i ng 
about the world require s  the abi l ity to perce ive . 
One i s  not able to communicate w i�h others if one i s  not 
a b l e  t o  s e n s e , t o  p a y  a t t e n t i o n , t o  c o o r d i n a t e  s e n s o r y 
exper i e nc e , and to i nt e rp r e t  those e xpe r i ence s  and to have a 
sense o f  sel f .  The traits , attitudes , needs and mot ives provide a 
bas i s  for communicat ing . I n  add i t ion, past exper iences and the 
i n f l uences o f  o t he r  peo p l e  a l s o  cont r i bu t e  to the a b i l i t y  t o  
communicate . 
The concept o f  communication in schools i n  Malays ia i s  no 
mo re i n  just pas s ing o f  i n f o rmat i o n  f rom the p r i nc i pa l  i n  the 
s c h o o l  t o  t h e  s t a f f  b u t  i n  f o r m i n g p r op e r  c h a n n e l s  o f  
communication in the d i fferent communicat ion networks exi st ing 
i n  scho o l s  today . Channel s  o f  c ommuni cat i o n  that w i l l  l e ad to 
better understanding o f  the informa l ion passed and the need to 
build good interpersonal relat ionships . 
Statement o f  P roblem 
The school is an organizat ion that cal l s  for the d i fferent 
levels o f  communica� ion . Al though the hierarchy o f  communicat ion 
i s  mo s t l y  top down as far a s  i n s t ru c t i o n s  o r  d e c i s i o n s  a r e  
concerned a s  school admini stration i s  bureaucrat ic neverthe l e s s  
the d i fferent level s  o f  communication are prevalent in schoo l s . 
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Malaysian schools have come a long way f rom just a teaching 
institut ion to an o rganizat i on that caters for the needs o f  its 
t eache r s , s tudent s , paren t s  and t he c ountry . The s c h o o l  is an 
o rganizati on that competes to withstand the demands of soc iety 
and progres s  of the informat ion and knowledge o f  the world . 
Today i f  schoo l s  i n  Malays i a  ne g le c t  t he i r c ommu n i c a� i o n  
c h anne l s  a n d  p r o p e r c o mmun i c a t i o n s k i ll s , t h e n  t he v a r i o u s  
departmen t s  w i th i n  t he s c ho o l s  w i l l  f ac e  a d i l emma o f  t he i n  
coming informat ion and the carrying out o f  instructions . 
A school that has high performance i n  the examinat ion w i l l  
h a v e  g o o d c o mm u n i c a t i o n n e t w o r k s  w i t h i n  t h e  d i f f e r e n t 
Department s .  The c hannel o f  c ommun i cat i o n  i s  u s ua l l y  on pap e r  
from the top down but information within the Department cal l s  for 
proper communication ski l l s . The d i f fe rent Departments face a l ot 
o f  bar r i e rs i n  commun i c at i o n  and the H e ad s  o f  the Departme n t s  
c a r r y  t h e  m i d d l e  m a n a g e r  s t a t u s  a n d  h e  o r  s h e  n e e d s  t o  
c ommu n i c a t e  e f f e c t i v e l y  b e tw e e n  t h e  t op manag eme n t  and t h e  
teache r s  at t he g r a s s  r o o t  l e v e l . Many Departmen t s  i n  scho o l s  
face serious problems in communication . Many teachers share the i r  
g rievanc e s  o f  the poor communicat ion and pub l ic relat io n  skil l s  
o f  Heads o f  Departments that cause teachers t o  lose respect for 
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them and communication flow becomes stilted between the Heads and 
the t e acher s . Thi s u l tima t e l y  r e s u l t s  i n  di s s ension among t he 
teachers which resul ts in poor inter per sonal ski ll s . 
O n  t h e  o t h er h�n d , a H e a d o f  D e p ar t m e n t  wi t h  g o o d  
communication ski l l s  wi l l  be able to coordinate wel l  between the 
school management and t he t eacher s. S he is abl e  to minimi z e  
barri er s i n  c ommuni c ati o n , c o n si d er i n t er p er s o n a l  s ki l l s , 
activ ate good li s t e ning s ki l l s  and dev e l o p  good c ommuni c ation 
strategies . 
Oper a tional De finitions 
F o r  t h e  p ur p o s e  o f  t hi s  s t u d y , t h e  d e fi ni ti o n  o f  
communication i s  that o f  the s timulation o f  meaning through the 
exchange o f  shar ed symbo l s  ( I n fante , 1 9 9 0 ) and i t  focu s e s  on 
human symbolic activity ( Cronkhite , 1 98 6 ) . The term subordina te s  
r e l at e  t o  t h e  t e a c her s who r e p or t  dir e c t l y  t o  t h e  H e ad o f  
Department ( Reddin , 1 9 86 ) . Teamwork means interaction between two 
or more people wi th high emphasis on both tasks and relationships 
orientations . 
Obj ectives o f  the Study 
The obj ectives of thi s  study are to : 
1 .  ascertain the perception l evel o f  Heads o f  Departments .  
2 .  identi fy the mana g e rial communi c ati on s ki l l s  o f  Heads o f  
Departmen t s , name ly mo ti vati ng l anguag e , empatheti c  l anguag e , 
mean maki n g  l an g u a g e  and t h e  c o mmuni c a ti o n  s a ti s f a c ti o n  o f  
teachers . 
3 .  determine whether Heads o f  Departments possess team building 
characteristics . 
Research Ques tions 
1. What is the percepti on s ki l l  of Heads of Departments? 
2 .  W h a t  i s  the manag eri a l  c o mmuni c a ti o n  s ki l l s  of H e ad s  o f  
Departments? 
3 . To what extent do Heads o f  Departments possess characteristics 
of team building spirit in them? 
4 .  What are t he vari ati ons o f  communi c atio n  i n  t he aspect o f  
direction giving , empathetic languag e , mean making l anguage and 
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communication sati sfac tion of Heads of Depar tments i n  achieving 
the school s' objectives ?  
Signi ficance o f  the Study 
Thi s  s tudy wil l  encour age Heads of Departments in schoo l s  to 
under stand the importance of good communication ski l l s  in their 
interaction with their subordinate s . I t  wi l l  create an awarenes s  
o f  t he h o w  t o  c o m m u ni c a t e  a n d  w h a t  ar e t h e r e quir e d  
considerations i n  communication i n  order to communicate ideas 
and run organi zations at a higher order . 
The r ationale o f  thi s  s tudy i s  to discover the perceptive 
l eve l s  o f  H e ads o f  Depar tment s .  The or gani z ational c har t o f  
scho o l s  has the pri nci pal a s  the Head f o l l owed by the Seni or 
A s sistant o f  Academic A ffairs and the Senior A s si stant o f  Student 
A f fairs fol l owed by the Heads of Departments and the teacher s . 
Bureaucracy prevai l s  in the education set up , thus communication 
is top down . The know how o f  communication i s  very important . 
How a particul ar message is imparted will d ecid e on how a pro j ect 
wi l l  be carried out in a schoo l . The Heads of Departments in the 
sch o ols n e ed t o  kn o w  h o w  to perceive, b e  cle a r  in their 
instructions and faci li tate communication in order to meet the 
d e ma n d s o f  t he di f f e r e n t  e x p e c t a ti o n s  o f  t he di f f er e n t  
per sonalities in their Departments . 
7 
Limitat ions o f  the Study 
Thi s  study i s  based on l i brary research and i t  i s  a survey 
o f  c o mmun i c a t i v e  s k i l l s  o f  H e ad s  o f  D e p a r t me n t s  i n  Gr a d e  A 
secondary schools in Seremban dis tric t .  
Scope o f  the S tudy 
This s tudy i s  conducted to ascertain the awarene s s  of Heads 
of D e p a r t me n t s  of t he i r  p e r c e p t i o n  l ev e l , t he manag e r i al 
communicat ion s k i l l s ,  the team building characteristics and t he 
mot ivat ing l anguage used by the Heads o f  Departments namely , in 
direct ion g iv ing , empathet i c  l anguage , mean making language and 
in communication sat i s fact i on . 
The subJects for thi s  s tudy are Heads o f  the Depar tments ,  
v i z  Language s ,  Techn i c a l  and Vocat. i onal , S o c i a l  Science and 
Humanit i e s  and Sc ience and Mathemat ics . The Heads of Departments 
are from Grade A secondary school s in Negeri Sembi lan . The Heads 
of Departments were g iven a set of questionnaire and the teachers 
from the s e  schoo l s  wer e  r e qu i re d  to answer a que s t i onnai re i n  
which the findings re flected the manager ial communication ski l l s  
of the Heads o f  Department from the v i ew po int o f  the teachers . 
Therefore , two sets o f  questionnaires were d i s tributed to conduct 
a surve y in n i ne s c ho o l s  and data c o l l ec ted were tabu l a ted i n  
terms o f  average s  and percentages .  
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Conclusion 
I n  Chapter One the impor tanc e , o bj e c tiv e s , the r e s e ar c h  
questions , the signi ficance ,  the limitations and scope o f  this 
study are di scussed . In Chapter Two ,  the literature review cover s 
the defini tion of communication , the importance of good public 
relations in communication , the barriers of communication , the 
strategies of communication , and the styles of communication and 
t he factor s  to be aware o f  in communication . In Chapter 1'hree , 
the methodology for thi s  study i s  discussed . The instruments used 
w ere two sets o f  ques tionnaires . The ques tionnaires consi s t  o f  
i t em s  t h a t  wi l l  f u l fi l l  t h e  o b j e c tiv e s  o f  t hi s  s tu d y . T h e  
findings o f  t h e  que s ti o nnair e s  are t abul ated in Chapter Four . 
I nt erpr e t ati on and di s c u s sion o f  the findi n g s  are di s c u s s e d . 
Other findi n g s  t hat were not expected but per ti nent to futur e  
researches are also included . I n  Chapter Five , a summary o f  thi s  
study , how the ob,iective s  o f  thi s  study have been achieved and 
conc l u si o n , di scus si o n , r e c ommendations and implications ar e 
included . 
CHAprrER II 
L ITERATURE REVI EW 
I ntroduction 
The or gani zational s t ruc tur e  o f  s c ho o l s  hav e become mor e 
complex and specialized over the year s . Communicating information 
or getting a feedback i s  not directly from the principal to the 
t e ac her s  but thr ough varied networ ks exi s ti ng i n  the school 
system . Presently the Grade A secondary school s  in Malaysia have 
four H eads o f  Depar tment s  who wor k  wi th the t e acher s  in their 
departments .  
De finition of Communication 
There have been numerous a ttempts to de fine communication 
( Da n c e , 1 9 70 ) . C ommuni ca ti o n  i s  t h e  s ti mu la ti o n  o f  mea ni n g  
through the exchange o f  shared meanings ( Infante , 1 9 90 ) . It  i s  one 
whi c h  f o c us e s  on " human s ymbo lic ac tivit y "  ( Cronkhi t e , 1 9 8 6 ) .  
Stevens ( 1 9 50 ) sta te s  tha t  communication i s  the discriminatory 
r e sponse o f  an or gani sm to a s timu l u s  ( S t evens , 1 9 5 0 ) . " The 
transmi s sion of information , ideas , emotions , ski l l s , etc by the 
use of symbo l s  - words , pictures , figures graphs , etc ." is also a 
defi ni ti on o f  communi c ati on (Ber e l s o n  & S t einer , 1 9 6 4 ) .  T o  be 
able to " e licit a response through verbal symbol s "  ( Dance , 1 9 6 7 ) 
9 
10 
i s  c ommun i c at ion . " C ommun i c a t i o n  has i t s  c e ntral in terest in 
behav ioral s i tuat ions in wh ich a source transmi ts a message to 
re ce i ve r ( s )  w i th c o ns c i ou s  i nte nt to a f fect t he l atte r ' s  
behav iors . " ( H i l le r , 1 96 6) .  " Human communication has occurred 
when a human be ing responds to a symbol . "  ( Cronkhite , 1 9 7 6 ) .  
The Importance o f  Communication 
C omm u n i c at i o n  i s  ver y  im p or t a n t  i n  e nab l i n g  pe o p le t o  
coordinate t he ir e fforts and t o  produce a var iety o f  goods and 
se rv i ce s  w h i c h  w o u l d  be i mpo s s i b le i f  pe o p le were t o  w or k 
independentl y  ( Cronkhite, 1 9 7 6 ) .  Communicat i on ski l l  i s  a factor 
to get coope rat ion and to contro l  i n terpersona l  rel at ions . The re 
i s  a need to control i n  interper sonal re l at ions ( Schutz, 1 9 5 8 ) . 
I f  this need i s  not sat i s f ied , there exi sts powe rlessne s s . 
Erich Fromm ' s  theory o f  charac ter ( 1 9 4 7 ) provide s  ins i ghts 
i nto certain kinds o f  cooperative communicat ion behavior . There 
are four nonproduc t ive char ac Ler or ientat ions . The re cept i ve 
or ientat ion de scr ibe s  individual s  who be l ieve that good things 
are o n l y  re ce i ved from others. This t ype of person de pe nd s  on 
others to rece ive what is wort hwhi le and does not feel he or she 
has anyt h i ng o f  v a l ue to give, relationships are rather one 
s i de d. Th i s  pe rson be have s p le a sant l y  and act s  f avor ab l y  t o  
maxim i ze the chance that other s w i l l  cooperate, but he or s he i s  
unable t o  rec iprocate . 
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The expl o i t ive o rientat ion thinks i t  i s  necessary to take 
things from others by force or cunningl y .  Individual s  with this 
o rientat ion generally employ subtle o r  even overt threats when 
asking for cooperat ion . Decept ion is also a common tact i c . The 
person may m i s rep r e s e nt a s i tua t i on in order to g e t  some t h i ng 
from you . 
The hoard ing o r i enta t i o n  changes the focus f o r  rece i v i ng 
what i s  good . Thi s  type o f  person bel ieves he or she possesses 
wha t  i s  good and wa n t s  to save , h oa r d  and p r o t e c t  i t . S u c h  
individua l s  value orderl ine s s  and security . Thi s  i ndividual w i l l  
c o op e ra t e  i f  h e  b e l i e v e s  c o op e ra t i o n  w i l l  h e lp f o r t i fy h i s  
posit i on and will  not involve i n t rus ion . Thi s i ndividua l  w i l l  ask 
for cooperation and g ive i t  on matters which involve restoring 
order or putting things bac k  in the proper place . 
The market ing orientation centers around the bel ief that the 
individual possesses what i s  good . An engag ing persona l ity and 
a t t ra c t i v e  p h y s i ca l  a p p ea ra n c e  a r e  p r i z e d  b e ca u s e  s u c h  
c ha rac t e r i s t ic s  ma ke a n  e f fe c t ive way o f  c oope ra t i o n  through 
barter exchange . 
T h e s e  f o u r  c ha ra c t e r  t yp e s  a r e  s e e n  a s  u np r o d u c t i v e  
( F r o mm , 1 9 4 7 ) .  M o r e  d e s i ra b l e  a n d  sa t i s f y i n g c o o p e ra t i v e  
communicat ion behavior would indicate s i ncere respect and concern 
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for the other p e rson , a des i re to rea l ize one ' s potent ial ities , 
and a s e n s e  o f  how o ne ' s b e hav i o r  w i l l  e nhan c e  h i s  o r  he r 
env ironment . 
I n  a s tudy c onduc ted by Lau ( 1 9 9 6 ) ,  on the c ommun i ca t i o n  
f l ow o f  b ranche s  w i t h i n  ANZ Banking g roup i n  Aus t ra l ia , the 
s u b o r d i na t e s r e p o r t e d  t h a t  t h e y  r e c e i v e d  s ma l l  a m o u n t  o f  
mot ivat ing messages and rela t ively more work related informa t ion 
from the i r  managers . Another interesting f i nding o f  this research 
is that. managers agreed that some o f  the i r  Heads o f  Departments 
do not share all informat ion with the i r  subordinates ,  however ,  
t he ma j o r i  t y  o f  t h e  t h e  s u b o r d i na t e s d i s ag re e d  w i  t h  t h i s  
v i ewpo i nt . T h i s  c o nt r a r y  r e s u l t  c o u l d  b e  a t t r i b u t e d  t o  t h e  
d i f ference i n  the percept ion each employee has about the i r  level 
o f  c o mmun i c at i o n  w i t h  o t h e r s . T h i s  c o u l d  s uppo r t  a s i m i la r  
research ( Ma r sha l l  & Cac i oppe , 1 9 8 6 ) wh i c h  s howed that s e n i o r  
l evel employees d o  not communicate as mich as  they think they do 
and l ower l evel employees would l ike them to communicate more. 
Theory o f  Communicat ion 
The Palo Alto Group 
Most rela t ionship theorists acknowledge the importance o f  
the work o f  Gregory Bat eson , Paul Watzlawi c k  and thei r  colleagues 
in communicat ion . Bateson ' s early followers were known as  the 
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Pa l o  A l t o  Group because they founded a nd wo rked at t he Menta l  
Resea rch I nst i tute based i n  Pa lo Alto , Cal i fo rn ia . 
Wat z lawick , et . all ( 1 9 6 7 ) presents f ive bas ic axioms about 
communicat ion . F i rst , "one cannot no t communicate . "  Thi s  point i s  
i mportant because i t  e mpha s i z e s  t ha t  w e  a r e  alway s  a f fe c t i ng 
others ' percept ions , whether we want to o r  not . Example , i f  you 
a re not in the mood to have a conversat ion , you might open a book 
a nd beg i n  rea d i ng . Th i s  s i gnal s  that , " I am not ava i la b l e  t o  
tal k" 
The second axiom i s  that every conversat ion , no matter how 
b r i e f , i nv o l v e s  t w o  m e s sa g e s  a c o n t e n t  m e s sa g e  a n d  a 
r e la t i o n s h i p  me s sa g e . F o r  e xampl e ,  o n  t he c o n t e n t  l ev e l , a 
p r o f e s s o r  ma y a n n o u n c e  a n  u p c o m i n g  t e s t . Ma n y  p o s s i b l e  
relat ionship messages could be gathered here. I am the autho r i ty 
i n  t h i s  c la s s ro o m; I n e e d  f e e d ba c k  o n  y o u r  p ro g re s s. The 
students' responses also i nclude a relat ionship d imens ion , which 
m i g ht expre s s  compl iance , de f iance , respec t , fea r  o r  a nyth i n g  
else . 
The third axiom i s  cal led punctuat ion , i . e .  interaction i s  
always o rganized i nto meaning ful patte rns b y  the communicators . 
For example , cons ide r  a marriage involving nagging by the husband 
and withdrawing by the w i fe. Thi s  sequence can be punct uated i n  
two ways . The wife ' s w i thdrawi ng could b e  seen as  a response t o  
14 
the hus ba nd ' s nag g ing: nag - w i t hdraw , nag - w i thdraw. Or t he 
hus band ' s nag g i ng could be vi ew ed a s  a r e sponse t o  the w i fe ' s  
w ithdrawal : withdraw - nag ,  wi thdraw - nag. I n  the f i rst caus e , 
the punctuat ion of "nag - withdraw" impl ies i gnor ing - implor ing . 
T h e  f o u r t h  a x i o m  i s  t ha t  p e o p l e  u s e  b o th d i g i ta l  a nd 
a na l o g i c  c o d e s. S o u nd s , word and phra s e s  ar e d i g i ta l  s i g n s  
arranged t o  communicate meaning s . Non-verbal s igns l i ke gesture s  
are d i g i tal . 
The analogic code resemble s  the obj ect itself  as  an example ,  
the ca s e  o f  drawing a p i c tur e  i n  the a i r  w i t h  your hand s . I n  
interact ion w ith communicate d i gi tally but they comment above 
the ir r e la t ionship ana l o g i ca l l y . For exa mp l e , a fa the r a t  a 
p la y gr o u n d  s e e s h i s  da u g h t e r  f a l l  a n d  s cr a p e  h e r  k n e e . 
Immed ia tely , he says , "  Don ' t  cry .  Daddy i s  coming." The content 
mea n i ng i s  c l ear , b u t  w ha t  i s  t he r e la t i o n s h ip me s sa g e ? I t  
d e pe n d s  o n  how t h e  me s sa g e  i s  d e l i v er e d . The fa t her m i g ht 
communicate h i s  own fear , worry , ange r ,  bor edom or dominance . At 
the same t ime , he m i g h t  c ommuni ca t e  a number of per c ept i o n s , 
inc luding "You are care l e s s , "  "You are an attent ion getter ," "You 
are injured" and so on. 
The final axiom o f  communication dea l s  w i th the matching o r  
meshing o f  mes sages i n  an inte ract ion : when two communicators i n  
a relat i onship behave s im i larly and d i fferences are minimized , 
